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Abstract 
This study is aimed to review the logistics service quality provided by third party logistics in Iskandar Malaysia. Logistics sector 
is one of the economic growth nodes in Iskandar Malaysia. Thus, the ability of logistics service providers to deliver the best service 
quality is imperative to ensure higher customers’ satisfaction and better service performance. The main objective of this study is to 
identify gaps between customers’ satisfaction and desire; and to identify the relationship between customers’ satisfaction with the 
service quality offered by the logistics service providers in Iskandar Malaysia. 
© 2015 The Authors. Published by Elsevier Ltd. 
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1. Introduction 
Malaysian fourth Prime Minister, Tun Dr Mahathir bin Mohamad came out with Vision 2020 during the tabling of 
Sixth Malaysia Plan in 1991 with its objective to achieve self-sufficient industrialized nation by the year of 2020 and 
to gain eightfold Gross Domestic Product (GDP) from RM115 billion in 1990 to RM920 billion in 2020 Product 
(Muhammad et al., 2012). In order to achieve the targets of the vision, Malaysian fifth Prime Minister; Tun Abdullah 
Hj Ahmad Badawi initiated five regional corridors in order to propel economic growth. Iskandar Malaysia has been 
contributing a high percentage in committed investments and area of logistics has been one of the five identified 
growth nodes besides areas of education, healthcare, finance, creative industry, and tourism.  
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Iskandar Malaysia is one of the five regional corridors that is more economically vibrant. Logistics is one of the 
five identified growth nodes of economy in Iskandar Malaysia (Muhammad et al., 2012). Logistics has become a 
significant role in supporting export activities in rapid growth of global market (Banomyong et al., 2011). Logistics 
has become effectively as third party logistics service providers due to the particular international logistics services. 
According to Banomyong (2011), in order to compete in the logistics market, many freight companies rebranded 
themselves into third party logistics (3PL). 
However, based on Logistics Performance Index (LPI), Malaysia is at the 28th rank in the world with range index 
of 3.49 in 2012 (Mecometer, 2014; The World Bank, 2014). This shows that Malaysia has lower average index range 
compared to Singapore, which is currently at the first rank in the global logistics activity with range index of 4.10. 
The reason for this research to be done in Iskandar Malaysia is because it is the nearest location to Singapore compared 
to another four regions. 
According to Banomyong et al. (2011), logistics service quality plays a significant role in determining customers’ 
satisfaction, loyalty as long as long-term relationship. There are few researches that had been done for Malaysia 
service sectors such as in banking, sales and marketing and logistics. Although there are few researches about logistics 
in South East Asia, however, there is lack of research done in logistics services in Malaysia. Based on what had been 
stated earlier, this research aims to identify customers’ satisfactions towards third party logistics companies in Iskandar 
Malaysia for service enhancement and customer loyalty.  
2. Literature reviews and research hypotheses 
2.1. Iskandar Malaysia 
During Ninth Malaysia Plan, Tun Abdullah Hj Ahmad Badawi has announced the five regional economic corridors 
to be initiated, and one of them is Iskandar Malaysia (Muhammad et al., 2012). Services and manufacturing sectors 
are the two main pillars of Iskandar Malaysia's economy, but services dominate by contributing about USD 10 billion 
in Iskandar Malaysia. Logistics have been one of the committed investments besides manufacturing, properties, 
utilities, and tourism. During the Tenth Malaysia Plan, logistics is one of the five identified growth nodes to build 
economic pillars together with education, healthcare, finance, creative industry, and tourism. 
2.1.1. Logistics 
 
Logistics can be divided into few components which are warehouses, distribution centres and transportation 
(Saatçioǧlu et al., 2009; Banomyong et al., 2011; Hellström et al., 2011; Tian et al., 2009). Transportation can be 
divided into few types of transport such as cargo, courier, shipping, trucks or lorry, van and etc. (Zubaidah, 2007). 
From Logistic Performance Index (LPI) in the year of 2012, Malaysia has an average index range of 3.49 compared 
to 3.44 index range in 2010 (Mecometer, 2014; The World Bank, 2014). Malaysia experienced positive growth of 
1.45 percentages. Globalisation has made business strategy became a major force during the last two decades. It has 
led to an increase of the export trade for many developing countries such as Singapore, Malaysia, and Thailand. In 
wider export markets, logistics activities have become a significant role in supporting export activities (Banomyong 
et al., 2011). This statement is supported by other researchers such as Saatçioǧlu et al. (2009) where they stated that 
globalisation had caused rapid growth of logistics activities especially transportation due to expansion of globalisation 
market and global advanced technology that covers supply chain and operations. 
Furthermore, Banomyong et al. (2011) said that logistics activities especially transportation plays a significant role 
in supporting business expansion especially in export sector. The effectiveness of logistics services has been a critical 
issue as it will determine the performance for the particular company. Due to the increasing customer demand, every 
company always need to evaluate, change to better, and improving their logistic operations (Gotzamani et al., 2010).  
 
2.1.2. Third party logistics 
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The increasing demand from traders for international freight logistics services has led to the rapid growth of third 
party logistics (3PL) industry (Banomyong et al., 2011). They stated that in order to compete in the logistics market, 
many freight companies rebranded themselves into 3PLs. Since each 3PL possesses different characteristics such as 
different strengths and weaknesses, the choice of 3PL directly impacts on the efficiency of international logistics 
channel.  
2.2. Service quality 
Quality refers to something whether it is good or not (Zubaidah, 2007). However, there are some opinions that say 
the quality of service can be defined from different expectations of users towards the services provided with the 
perception of the service received (Munusamy et al., 2010). Quality of a product or service is essential. According to 
Fečiková (2004), the customer satisfaction towards the quality of certain services will determine the company’s failure 
or success. Furthermore, it also believed that the quality service will determine customers’ loyalty to certain company 
and increase profits. Hemmasi et al., (2010) stated that manufacturing firms had their own bench mark and that was 
used to compare their goods while service activities do not have these form of analysis because of its inherent 
intangible nature. However, there are a few opinions stated that service quality can be interpreted from the difference 
of customer expectation towards experienced services and customer perception towards received services (Munusamy 
et al., 2010).  
2.2.1. SERVQUAL 
 
SERVQUAL by Parasuraman et al. (1985, 1988) defined service quality through the gap between customers’ 
perception and expectation of company’s service quality performance. For the conclusion, a service quality was built 
from expected and desired quality (Baki et al., 2009). Many studies have identified that the SERVQUAL model of 
Parasuraman et al., 1985, is the most accurate model to be used in determining the quality of the services offered 
(Rauyruen et al., 2007; Banomyong et al., 2011; Baki et al., 2009). 
2.2.1.1 SERVQUAL model 
 
Table 1 shows the five crucial dimensions that leads to model of service quality developed and concluded by 
Parasuraman et al (1985) and been used by other researchers (Munusamy et al., 2010; Banomyong et al., 2011; and 
Ooi et al., 2011).  
     Table 1. Definitions of SERVQUAL model’s dimensions 
Dimensions Definitions 
Tangible The element that represents the appearance of the personnel, physical
facilities, equipments and communication materials 
Reliability 
 
The element of service provider’s abilities to perform the promised 
service dependably and accurately. 
Responsiveness 
 
The element of the ability of the service provider’s to provide 
prompt service and the willingness to help customers. 
Assurance The element that represents the knowledge and courtesy of service 
providers and their ability to convey trust and confidence. 
Empathy The element of the ability of the service provider in providing care 
and attention individually to each customer. 
2.3. Customer satisfaction 
Customer satisfaction is a business term that describes the measurement of goods or services provided by the 
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company to ensure that their customers’ expectation is achieved (Munusamy et al., 2010). Customers’ satisfaction can 
be observed or measured from the result of loyalty customers that continuously using the same service, and in addition, 
promote the product or the service to their friends (Feçiková, 2004; Huang, 2008). However, customers’ satisfaction 
is very subjective because until this day, there still no researchers who are able to set the demand as well as the 
requirements of a service desired by the customers due to its intangibility and different experience of each users (Baki 
et al., 2009). Studies from Munusamy et al. (2010) stated that customers’ satisfaction and service quality are closely 
related. Their theory is that, the higher quality of service, the higher the customers’ satisfaction.  
2.4. Research hypotheses 
Based on the literature review, it can be concluded that the hypotheses are as follows. 
HO: There is no relationship between customers’ satisfaction and dimensions of third party logistics’ service quality 
in Iskandar Malaysia. 
HA: There is a relationship between customers’ satisfaction and dimensions of third party logistics’ service quality in 
Iskandar Malaysia. 
3. Methodology 
This research covers the area of Iskandar Malaysia (IM), Johor, Malaysia. Questionnaires will be distributed to the 
customers of IM logistics service providers which cover four pillars; Electrical and Electronics, Petro and Oleo 
Chemical, Food and Agro Processing, and Tourism. This study is a quantitative study. There are three objectives of 
the study that will be focused on. To achieve those objectives, questionnaires will be distributed among the customers 
of third party logistics from four pillars which consists of Electric and Electronic, Palm and Oleo Chemical, Tourism, 
and Food and Agro Processing within Iskandar Malaysia’s region.  
Purposive sampling will be the sampling method to determine the respondents of this study. Based on the telephone 
conversation with Iskandar Regional Development Authorities (IRDA), it is estimated that there are 80 000 
companies’ lies under Iskandar Malaysia. However, the actual listing is not possible to get it all due to lack of official 
directory. Thus, for this research, researcher will use purposive sampling by taking the list of companies from the 
website of Johor State Investment Centre (JSIC). The types of sampling chosen under purposive sampling will be 
quota sampling. According to Awang (2012), quota sampling is similar to stratified sampling which the process of 
selecting sample that represents each stratum in a population. The main reason researcher is using quota sampling is 
because to ensure that various subgroups in a population represented in the sample. However, the results of using 
nonprobability sampling will not generalize the population (Sekaran et al., 2013). 
The researcher will be using Statistical Package for the Social Science (SPSS) to run the data collected. Any results 
will be expected to answer those three objectives of this study. 
4. Research findings 
Based from Parasuraman et al. (1985) SERVQUAL model, there are many researchers using the model and 
modified accordingly to their research. There are some modifications to the model regarding different field of study. 
For logistics itself, research by Banomyong et al. (2011) is the most accurate modified SERVQUAL model to be used. 
4.1. Conceptual framework 
The conceptual framework for this study are as shown in Figure 1 that explains the structure of SERVQUAL model 
by Parasuraman et al. (1985), and the added dimension according to Banomyong et al. (2011).  
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Figure 1. Dimensions of service quality  
Source: Adapted from Parasuraman et al. (1985) and used and modified by Banomyong and Supatn, 2011. 
5. Conclusions 
It is expected that the findings of this research are proven that there are relationships between customers’ 
satisfaction and dimensions of service quality in Iskandar Malaysia’s logistics service providers. It is also expected 
that there are positive gaps exist between the expectation and perception of the customers towards service quality of 
Iskandar Malaysia’s logistics service providers.  
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